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REQUEST FOR PROPCSAL FOR MAI L HANDLI NG | MAG NG, DATA
ENTRY, and ASSOCI ATED SERVI CES

Section B — Supplies or Services and Prices/Costs

The services listed in Section C below of this contract are priced
based on two base years and two two-year options. The contractor shall
insert prices below for each period of perfornmance |isted.

Base Years 1 & 2

0001 Labor Cost

0002 Equi prrent Cost

0003 Fee

Total Base Years Cost and Fee

Option Years 3 & 4

0001 Labor Cost

0002 Equi prrent Cost

0003 Fee

Total Option Years 3 & 4 Costs and Fee

ption Years 5 & 6

0001 Labor Cost

0002 Equi pnent Cost

0003 Fee

Total Option Years 5 & 6 Costs and Fee

Total (Base Years and Al Option Years including fee)

B.2 TRAVEL. Estimated travel expenses shall be shown separately.
Travel expenses for contractor personnel nust have prior Agency
approval and will be reinbursed in accordance with FAR 31.205-46,
Travel Costs, and in accordance with the Federal Travel Regulations at
41 C F.R Part 301.

Section C — Description/ Specifications/Wrk Statenent

C1 I nt roducti on:

The Federal Retirenent Thrift Investnent Board (Agency) seeks the
services of a provider capable of the followi ng services and support:
recei ving, opening, date-stanping, sorting and forwarding incom ng nmail
and facsinile docunents; scanning incom ng docunments, indexing and data
entry; reviewing and determining appropriate action for selected
benefit requests; reviewing and nmailing selected notices generated by

t he wor kfl ow system or through manual input; and maintaining electronic
archives of all scanned docunents.

The Agency uses the Sungard Workfl ow Sol utions’ Powerlnmage workfl ow
managenent application, in conjunction with RightFax (for fascimle
functionality) and AnyDoc (for key from inmage functionality). The

wor kfl ow solution is integrated into the Agency's record keeping system
as well as peripheral systems (e.g., the application used by the



Agency’s call centers). The contractor selected under this RFP shal
be expected to maintain the workflow application and coordinate its
integration and use by Agency staff and other contractor personnel

C2 Backgr ound:

The Federal Retirement Thrift Investnment Board adnministers the Thrift
Savings Plan (TSP) for Federal enployees. The TSP was created by the
Federal Enpl oyees’ Retirement System Act of 1986, codified primarily at
5 U S C 8§ 8351 and 88 8401-8479. The TSP is a retirement savings and
i nvestment plan for Federal civilian enployees and nenbers of the

uni formed services that offers its participants the sanme type of
savings and tax benefits that are offered under private sector 401(k)
plans. The TSP has over 3.5 million participants |ocated in the United
States and around the world, and TSP assets are valued at over $167
billion.

The Agency processes (on average) approximately 55,000 pieces of
incomng mail and approxi mately 40,000 incoming fax inmages each nonth.
Contents of incoming nail may range from routine correspondence and
benefit request forms to inportant |egal documents and checks. The
Agency has an existing toll-free fax nunber for participants to use and
expects, as part of this RFP, to establish a separate fax capability
for overseas participants who may not be able to use the toll-free
service. |In general, faxes are entered electronically into the
Power | mage wor kfl ow application and nust be reviewed and distributed
electronically. Specific volunes associated with scanning and data
entry activities will be discussed later in this docunent

C.3 Purpose: This initiative is intended to achieve the follow ng
Agency technical, nmanagenent, cost, and risk mitigation objectives

a. Inmproved nmilroom inaging, and data entry throughput, including
potential expansion/inprovenent of optical character recognition
processi ng;
| mproved wor kfl ow managenent ;
I ncreased efficiency;
Reduced mai |l room inmaging, data entry and associ ated costs;
Common (document ed) wor kfl ow met hodol ogi es and process controls;
Est abl i sh managenent and techni cal expertise;
Ensure security and privacy of Agency and participant data;
Robust facility and equi pnent capacities in support of
requi renents;
Ef fecti ve managenent reporting capabilities;
j. Business continuity and disaster recovery capabilities, and
k. I'nplenmentation of uniform established quality contro

pr ocedur es.

SKQ *""Dd Q0T

C4 Scope: The contractor shall provide services for the Thrift
Savings Plan in accordance with the requirenents stated herein.

1) Facility: Al services shall be performed at the contractor’s
facility. The contractor shall provide a nbpdern state-of-the-art
facility, and shall naintain, or have access to at |east one other
geographically distinct facility capable of supporting the
requirements of this SONin the event of a disaster or major outage
that disables all or part of the prinmary site.



2) Mail and Facsinmile (“fax”) Handling Services

a)

b)

c)

The Agency receives approxi mately 55,000 pieces of incomng nmail
and approxi mately 40,000 faxes each nonth from TSP parti ci pants,
their beneficiaries, or other third parties. Incomng nmail and
faxes generally consist of docunents relating to the

admi ni stration of the Plan by Federal agencies and conponents of
the uniforned services, and requests for benefits or services
fromplan participants, beneficiaries, and others. I ncom ng nmai
and faxes include, but are not limted to

i) Contribution allocation change and interfund transfer
requests;

i) Requests to change nanes, addresses, and other personal
i nformati on;

iii) Applications for loans, including subsequent docunentation
such as | oan agreements and supporting docurentation;

iv) Correspondence;

v) Requests for rollovers and transfers of funds into the TSP

Vi) Wt hdrawal requests and associ ated docunentati on

vii) Legal docunents, e.g., retirenent benefit court orders,
| egal process orders, guardianship/conservatorships, powers of
attorney, requests for spousal consent waivers, tax |evies,
and bankruptcy noti ces;

viii) Account information requests;

i X) Desi gnati ons of beneficiaries, and applications for death
benefits and rel ated docunentation

X) Requests for TSP fornms and publications;

Xi) Agency notifications of participant status; and

Xii) O her business transactions that are necessary to
admi ni ster and maintain individual TSP accounts.

No mi ni mum piece count will be required, as ampunts may vary on a
daily basis.

Services required for this conmponent of the statenment of work
i nclude, but are not limted to:

i) Receive, open, and sort incoming mail and facsimle docunents

(D The contractor shall be responsible for procuring,
mai nt ai ni ng, and replacing all automated/ manual equi pnent
used for processing all incomng and any outgoing nail.

(2) To ensure proper receipt of mail, the Contractor
will, at the Agency’ s discretion, be responsible for
coordi nating the establishnent of new and/or renewal of
existing post office boxes in accordance with the needs of
t he Agency.

(3) The contractor shall be responsible for procuring,
installing, and maintaining state-of-the-art facsimle and
associ ated tel ecommuni cations |ines capable of handling the
current workl oad and reasonabl e workl oad i ncreases.
Facsinm |l e access shall be 24/7, with an availability netric
of 99.95%



(4) The contractor shall be responsible for envel ope
openi ng, content extraction (renoving documents fromthe
envel opes), extraction verification (verifying that no
contents remain in the envel opes after initial extraction),
and content reunite (ensures accurate processing by
reuniting the contents of the envel ope should there be an
unsuccessful extraction due to excess glue or contents
stuck under the envelope flap, or pieces taped to the
envelope). Al inconmng mail nust be date stanped on the
first page upon receipt.

(5) Sorting and disposition of opened numil, including:

(a) Forwar di ng of contents to appropriate
| ocati on/departnent (e.g. scanni ng, nmanual handling
accounting, |ock box); and

(b) Returned mamil processing.

(6) The contractor shall be responsible for sorting and
forwarding faxes to the appropriate work queues. Thi s may
entail disposition of partial or inconplete faxes or
splitting faxes into multiple gueues dependi ng upon

content. The contractor will handle as nmail (above) those
faxes that are not electronically entered into the workflow
system

3) Qutgoing Mail

4)

a)

b)

c)

d)

As required, the contractor shall process return of origina

| egal docunents (e.g., birth certificates) after inmaging
Docurents to be returned shall be postmarked and nailed to the
originator (dropped at Post O fice) no later than three (3)
busi ness days after inaging (excluding Saturdays, Sundays, and
Federal holidays). Al docunments nust be imaged within two (2)
days of receipt (excluding Saturdays, Sundays, and Federa

hol i days) .

All postage costs shall be handled as a pass-through, with no
addi ti onal overhead charges added. At the Agency’'s discretion,
the contractor will be responsible for obtaining appropriate
postal pernmits and providing accurate estimates of anticipated
postage costs such that postal pernits can be funded in a tinely
manner .

If required by USPS, contractor rmust provide digital postage
nmetering equipnment in conpliance with current Federal USPS
mandates requiring digital printing technology (USPS. Meter
Mgration Initiative for 2006).

Qutgoing mail wll include both donestic and foreign addressees.

Docunent Managenent

a)

Scanni ng and indexi ng — The Agency receives, on average,
approxi mately 98,000 docunents per nonth that require inmaging
(unl ess they were received via fax), indexing, and processing



As indicated above, these docunents vary in nature. Al
docunents nust be electronically inmaged, indexed, and stored in
an el ectronic database such that they can be stored safely and
retrieved readily. In sone cases, original docunents must be
returned to the originator after processing.

i) To acconplish the tasks of scanning, indexing and data
entry, as well as overall workflow nanagenent, the Agency has
i mpl enent ed Power | mage, a robust enterprise workflow
managenment system that captures vital customer information as
it enters the workplace and automates workflow. Use of this
architecture is nandatory.

i) The Agency will provide funding for and hold software
Iicensing and nmintenance agreenents to support Powerl nage.
The contractor shall provide necessary front-end hardware
(servers, workstations, scanners, printers, fax nachines,
etc.) and personnel skilled in its use, along with |ocal and
wi de area network connectivity and support, and any necessary
training. The contractor shall coordinate with the Agency to
ensure all hardware and software is both secure and maintained
at the appropriate service and release |levels. Software and
hardwar e support for any equipnent |ocated at the contractor’s
| ocation shall be the responsibility of the contractor.

iii)

The general business processes designed for this task are
outlined in detail in the computer-based training (CBT) CD
entitled “Pl CBT Version 1.0” (Available upon request). The
of feror should review this CBT prior to subnission of a
proposal to ensure it develops a conprehensive understandi ng
of the processes. The “Researching in PI” conponent of this
CBT addresses the nethod for reviewing forns history and
gathering information that may be necessary to determine the
proper disposition of fornms that may have been inproperly
processed or require reprocessing because of changes in the
participant’s status.

iv) St orage/ Destruction: The contractor shall securely store
(non-returnabl e) paper docunents in a retrievable fashion for
a period of 60 days after receipt and then shred and di spose
of the documents in a secure nanner.

V) The contractor shall conplete the daily incom ng vol unme no
later than two (2) business days of initial receipt.
Turnaround tinme does not include weekends and Federa
hol i days.

5) Data Entry — The Powerlnmage data entry process enters task data
using OCR/ICR that the operators can verify/correct or direct keying
fromthe inage. TSP uses the AnyDoc Key From I nmage (KFI)
application for data entry.

a) Most forns require only one data entry step. However, sone
i nclude a second step for the review of documentation for
acceptability based on criteria provided by the Agency (e.g.,
residential loans require the review of participant-subnmtted



docunentation to ensure that the noney will be used for the
purchase of a primary residence) or a review of the formif the
data entry operator cannot process it. The workflow application
al so includes other processing steps that may apply (e.g., a form
may be suspended after data entry awaiting further

docunent ati on).

i) The general workflow process for data entry includes
(specific process is included in CBT):

(1) Scan docunents into system and sort into appropriate
wor k queues.

(2) Index with the participant’s Social Security nunber
(procedures exist for situations where the SSN is not
provi ded).

(3) The systeminports the inmages into AnyDoc/ KFl system

for data entry.

ii) Data entry is perforned by queue; appropriate review steps
nmust be conpleted. The system provides for on-line edits,
whi ch pronpt the data entry person to ensure correct keying as
wel | as indicate erroneous data on the form

iii) If the form passes the on-line edits, the data is used to
construct transactions to be posted to OVWNI Plus (the Agency’s
record keeping system, i.e., the request is processed. The
transaction is automatically closed (conmpleted) in Powerlnage
after it is processed in OW Pl us.

iv) If the task cannot be conpl eted because the form fails the
edit process, a reject notice is automatically generated by
the Power | mage application, and the task is closed
(completed). (These notices will be mailed by another vendor
as part of the overall out-going nail process for the Plan.)

b) Once a document has been stored in an inmage format, it cannot be
changed or nodified, but new or subsequent documents or notes may
need to be appended to the original document, with the ID of the
operator adding it.

c) The contractor shall conplete all data entry no later than two
(2) business days of receipt (including mail receipt, handling
scanni ng, and indexing). Turnaround time does not include
weekends and Federal holidays.

6) Associ ated Services
a) Special action queues

i) In some cases, the form or request cannot be processed or
may need special handling (e.g., a designation of beneficiary
form may be received before an account is established, a
civilian participant nmay have subrmitted the formto be used
only by uniforned services personnel, or the person scanning
the itemmay identify it as needing special review). In other
cases, using electronic e-forms, the TSP call center



b)

partici pant service representatives may request that a form be
r eprocessed

ii) Work queues have been established for these special action
situations. The contractor will be expected to review the
forms in question and take the appropriate action to conplete
the task. This may result in the re-routing of the task to
anot her queue for processing or the manual preparation of a
notice to the participant explaining why the form cannot be
processed. (The Agency will provide guidance for these work
gueues and tenplates for notices.)

Resear ch

i) In addition to the Powerlnage application, the contractor
will also have access to the TSP's Participant Service
Representative application which provides additiona
information that may be of assistance in researching problens
and determ ning the appropriate action to be taken

7) Administration

a)

b)

The contractor will be responsible for the adnministration of the
Power | mage system  Tasks include the establishnment and
configuration of work queues, providing access rights to the
gqueues to ensure proper work |oad bal ancing, review ng the queues
to ensure that work is being processed tinely, devel oping queries
and reports at the request of the Agency to address processing
concerns, etc.

The contractor shall also be responsible for coordinating
activities with and/or changes to the Powerlmge or Key From

I mage applications with the TSP record keeping system (OWI Pl us)
and its peripheral systens. This nmay include ensuring that data
fl owi ng between the systens is accurate and tinely, testing and
acceptance of new rel eases, the addition of new forns, edits,
notices, and processes, and the integration of new technology to
i mprove the overall functionality of the applications.

8) Security

a)

Protection of participants’ personal information is of paranount
i nportance, and a central elenment of the Agency’s mi ssion.
Accordingly, the contractor shall prepare and deliver (no |ater
than 45 cal endar days after contract award) a conprehensive
physi cal and data security plan that ensures the technical and
physi cal safeguarding of both Agency and participant/beneficiary
information, and identifies precautions to be taken to protect
agai nst the msuse of information. At a mninmum issues
addressed by this plan shall include:

i) Physi cal security,

ii) Data security,

iii) Intrusion detection and nonitoring,
iv) Virus protection,

V) Conmuni cati ons security,

Vi) I nsider threats, and



vii) ldentity theft.

9) Metrics

10)

a)

b)

a)

b)

Contractor shall propose a conprehensive set of netrics (and
associ ated perfornance objectives), based on commercial best
practices, to be reported on a regular basis (to be determ ned at
time of award), that denonstrate the quality and efficiency with
which all elenents/services of the statenent of work are
del i vered.

The contractor shall deliver a metrics collection and reporting
plan no later than 30 cal endar days of contract award. The plan
shoul d use the reports and reporting capabilities included in the
Power | mage application as well as external reporting mechani sns.
The Agency uses the Powerlmage executive dashboard to nonitor and
assess the workfl ows through the system

Qual ity Assurance/Quality Contro

The contractor shall be responsible for devel opi ng and
docunenting a Quality Assurance/ Quality Control (QA QC) program
covering all elenents of this statenment of work. The purposes of
the QA QC program are to:

i) Generate high levels of custoner satisfaction from our
partici pants, thereby increasing satisfaction with our service
(e.g., by ensuring timely processing of fornms and nininal data
entry keying errors);

ii) Ensure consi stent service delivery through the
establ i shment and publication of Standard Operating Procedures
(SOP);

iii) ldentify participant needs and how to best fulfill those
needs (e.g., suggestions for forms redesign to reduce the
errors participants make in conpleting a form; and

iv) Identify ways to continuously inprove the service being
provi ded.

The docunented QA QC plan (and associ ated SOPs) shall be
delivered to the COIR no |ater than 60 cal endar days from
contract award. The QA/ QC plan should include a conbination of:

i) Wal kt hroughs - Formal or informal structured procedure

wal kt hroughs used for orientation, exanm ning prom sing ideas,
identifying defects or errors, and inproving products at any
stage in the process.

ii) Revi ews - An independent evaluation of an activity or
process to assess conpliance with established criteria or

gui dance or to exam ne products or processes against quality
factors. The review may use checklists, interviews, and neetings
as well as review of operator performance, error rates, or other
operational nmetrics.

iii) Audits - An independent exanination of a work product or
process to determ ne conpliance with specifications, standards
contractual agreements, or other pre-established criteria



11)

12)

a)

b)

c)

d)

iv) Eval uations - An evaluation activity that exam nes
products/services to determ ne conpliance with the Agency’s
requi rements.

V) Process i nprovenent - A process inprovenent program
designed to reduce the error rate in a process, to inprove
tinmeliness, to reduce the need for forns reprocessing, etc.

Accountability and Reporting

Contractor shall ensure that proper levels of security are
maintained in all processes. As incoming nail and docunents
generally contain personal information, the contractor shall have
a plan and procedures in place to safeguard participant

i nformati on and protect against identity theft. The contractor
shal | keep Agency data and materials physically separated from
that of other clients. The contractor shall include appropriate
background checks to ensure personnel involved in handling mai
and partici pant docunents have no crinminal history or history of
financial problems. The contractor shall imediately advise the
Agency COTR of any actual or potential breach of security or
conprom se of participant account or identity information.

The contractor will ensure that all checks, noney orders, drafts
or cash are protected fromtheft, including the use of a safe for
storage. Although the Agency has established a | ockbox for the
recei pt of |oan paynents and a special post office box for the
handl i ng of rollover checks into the TSP (the handling of which
is not covered by this RFP), the contractor nay receive noney or
checks in the general mail. Accordingly, the contractor should
establish specific procedures for handling these situations.

The contractor shall propose nethodol ogy, frequency and content
for reporting and invoicing using conmercial best practices as a
gui de. Reports should be accessible via secure internet
connection, detailed in nature, and reflect real-time statistics
relating to production and turnaround service levels, as well as
hi storical data and projected trends. As indicated above, the
contractor shall use the reporting capabilities of the Powerlmage
application as supplenented by the contractor’s own products.

The contractor shall identify an account nanager and/or account
managenent team along with processes for ensuring open and
regul ar comuni cati on between the Agency and the contractor to
ensure pronmpt reporting of anomalies and other contract
activities.

Busi ness Continuity Plan

The Contractor shall prepare and deliver (no later than 60
cal endar days from contract award) a Business Continuity Plan
(BCP) that ensures minimal disruption (less than 24 hours) to
Agency services in the event of a disaster or power outage. At a
m ni mum the BCP shall:
i) Define what systens/processes are critical to Agency
support,
ii) Qutline responsibilities related to business continuity
pl anni ng and i npl enmentation, and

10



iii) Provide guidelines for the devel opment, testing,
mai nt enance, and inplenentati on of specific business
resunption plans (BRPs).

Section D - Packagi ng and Mar ki ng

Not appli cabl e.

Section E — Inspection and Acceptance
E 1. 52.252-2 Causes Incorporated By Reference (Feb 1998)

This contract incorporates one or nore clauses by reference, with the
same force and effect as if they were given in full text. Upon request,
the Contracting Oficer will make their full text available. Al so, the
full text of a clause may be accessed electronically at this address:

http://ww. acgnet. gov/far/

52.246-3 I nspection of Supplies- Cost-Reinbursenment (May 2001)
52.246-5 I nspection of Services- Cost-Reinbursenment (Apr 1984)

Section F — Deliveries or Perfornmance
F.1. BASE PER OD OF PERFORVANCE

The base period of performance of this contract is two (2) years from
contract award.

F. 2. OPTI ONAL PERI ODS OF PERFORMANCE

a. This contract has a provision for two (2) two-year option periods
after the expiration of the base period of performance identified in
F.1, above. The options are unilaterally exercisable by the
Contracting Oficer by witten nodification of the contract.

b. The Contracting Oficer will exercise an option by giving witten
notice to the Contractor of the Agency’s intention to exercise the
option at |east 30 cal endar days prior to the expiration date of the
contract or of the previous option period, as appropriate. In the
event that the Agency exercises the option, all terns and conditions of
the contract will remain the sane.

F.3. 52.252-2 Causes Incorporated By Reference (Feb 1998)

This contract incorporates one or nore clauses by reference, with the

sanme force and effect as if they were given in full text. Upon request,
the Contracting Oficer will make their full text available. Al so, the
full text of a clause may be accessed electronically at this address:

http://ww. acqgnet. gov/far/

52.242-15 Stop-Wrk Oder (Aug 1989) Alternate | (Apr 1984)
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Section G Contract Admi nistration Data
G. 1. CONTRACTUAL | NFORVATI ON

Contractual interpretation and assistance nmay be obtained by
contacting:

Federal Retirenment Thrift | nvestment Board
1250 H Street, N.W, Suite 200
Washi ngton, DC 20005- 3952

Attn: Robert Battershy
Phone: (202) 942-1693
E- Mai | : RBATTER@ sp. gov

G 2. CONTRACTI NG OFFI CER S TECHNI CAL REPRESENTATI VE

a. The Contracting Oficer hereby designates the bel ow naned
i ndi vidual as the Contracting Oficer's Technical Representative
(COTR) .
Nane: (To be conpleted at tinme of award)
Addr ess: Federal Retirenment Thrift |nvestnent Board

1250 H Street, N.W, Suite 200
Washi ngt on, DC 20005- 3952

Phone: (To be conpleted at tinme of award)
b. The COTR is responsible for administering the performance of work
under this contract. In no event, however, wll any

under st andi ng, agreenent, nodification, change order, or other
matter deviating fromthe terns of this contract be effective or
bi ndi ng upon the Agency unless fornalized by proper contractual
docunents executed by the Contracting Oficer. The COIR is
responsi ble for:

1. Monitoring the Contractor's progress, including the
surveill ance and assessnent of perfornance, and
recommendi ng to the Contracting O ficer changes in
requi renents;

2. Interpreting the scope of work;

3. Perform ng inspections and acceptances required by this
contract; and,

4, Assisting the Contractor in the resolution of technical
probl ens encountered during the perfornance of the
contract.

C. The Contracting Oficer is responsible for directing any changes

in the terns, conditions, or ampunts cited in the contract.

d. In order for the Contractor to rely upon guidance fromthe COIR,
t he gui dance nust:

1. Be consistent with the description of work set forth in the
contract;
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2. Not constitute new assignments of work or a change to the
expressed terns, conditions, or specifications incorporated
into the contract;

3. Not constitute a basis for an extension to the period of
performance or contract delivery schedul e; and,

4, Not constitute a basis for any increase in the contract
cost.
e. The COIR nay be changed by the Agency at any tine w thout prior

notice to the Contractor. Witten notice to the Contractor will
be given by the Contracting Oficer to effect any change in COIR

f. If in the opinion of the Contractor, any instruction or direction
i ssued by the COTR is not provided for in any of the provisions
of the Contract, the Contractor shall not proceed but shall
notify the Contracting Oficer in witing within five (5) working
days after the receipt of any such instruction or direction and
shall request the Contracting Oficer to nmodify the contract
accordingly. Upon receiving such notification fromthe
Contractor, the Contracting O ficer shall issue an appropriate
contract nodification or advise the Contractor in witing that,
in his/her opinion, the technical direction is within the scope
of this clause and does not constitute a change under the Changes
Cl ause of the contract. The Contractor shall thereupon proceed
i mediately with the direction given

g. A failure of the parties to agree upon the nature of the
instruction or direction or upon the contract action to be taken
with respect thereto shall be subject to the provisions of the
contract clause titled "Disputes.”

G 3. SUBM SSI ON OF | NVO CES

I nvoi ces submitted for paynent shall conformto the follow ng
requi renents:

a. Al'l invoices nust contain contractor’s ElIN nunber.

b. Al'l invoices nust contain a “remt to” address.

cC. Al invoices nust contain sufficiently detailed information to
identify and justify the anpunts submitted for paynent. For materi al
such information shall include priced, quantified lists of al
material, parts, and equipnent provided and applicable material

over heads. For | abor such information shall identify all |abor

categories used, include hours and wage rates for |abor categories
used, and applicable fringe benefits and overheads. General and
Admini strative costs (G&A) and profit shall also be identified

d. Submt all invoices to:
Federal Retirenment Thrift |nvestment Board

1250 H Street, N.W, Suite 200
Washi ngton, DC 20005- 3952
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Attn: Ofice of Accounting
G 4. | NCORPORATI ON OF CONTRACTOR S PROPCSAL

It is understood and agreed that the Contractor shall, in neeting the
requirements of this contract, performthe work in accordance with its
proposal to the Board provided, however, that to the extent that any
provisions of the Causes set forth herein are in conflict or

i nconsi stent with any provisions of said proposal, the provisions of
this contract shall be controlling and shall supersede the provisions
of said proposal

G 5. ORDER OF PRECEDENCE

The order of precedence for interpretation of the terns, conditions and
requi renents of this contract shall be as foll ows:

a Section A of the contract;

b. Sections B, C, E, F, G and H of the contract

c Section | of the contract; and,

d Contractor's proposal, as clarified and anended.

Section H — Special Contract Requirenents
H.1. BUSI NESS PRACTI CES AND CONTRACT REQUI REMENTS

It is expected that the practices described by the Contractor in its
response to the Request for Proposals shall be enployed in its
performance of the requirenments of Section C of the contract. Witten
notice nust be received in advance by the Contracting Oficer for
approval of any changes to these practices.

H 2. ADVERTI SI NG AND RELEASI NG OF | NFORMATI ON

The contractor must not publicize, advertise, or otherw se announce its
sel ection by the Agency without the prior witten approval of the
Agency. Also, the Contractor may not release information or report on
its performance under the contract without the prior witten approval

of the Agency.

H 3. KEY PERSONNEL

The Contractor must include in its proposal, by nane and capacity, the
key personnel to be assigned to performand carry out all phases of
work under this contract. The Contractor’s key personnel include the
fol | owi ng:

Nane Capacity

The individuals named above are considered key personnel and are
essential for the successful conpletion of all work assigned under this
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contract. In the event any individual on the list of key personnel is
to be renmoved or diverted fromthis contract, the Contractor nust (1)
notify the Contracting Oficer; (2) supply witten justification as to
why the individual (s) is being renoved or diverted; and, (3) provide
resune of the proposed substitute or replacenent including the
education, work experience, etc., of each new person for Agency
approval. Al notifications and other information rmust be submitted to
the Contracting Oficer at |east 14 cal endar days in advance of the
action.

The Contractor must not, under any circunmstances, renove or divert key
personnel unless prior witten authorization has been granted by the
Contracting O ficer. The person replacing the key person nust have the
sane or higher qualifications and experience as the person repl aced

H 4. REI MBURSEMENT OF TRAVEL EXPENSES

Travel expenses incurred under this contract and invoiced may not
exceed the applicable Federal Travel Regul ations.

H. 5. CONFI DENTI AL | NFORMATI ON

Al information received by the contractor as a result of perfornance
of this contract is confidential and is subject to the Privacy Act.

The Contractor and contractor personnel shall maintain this information
in strict confidence and shall not disclose this information, or any

i nformati on obtained as the result of its performance of this contract,
to any person or entity, other than enployees or bonafide contractors
of the Federal Retirement Thrift Investnent Board, wi thout the prior
written approval of the Agency.

The contractor and contractor personnel shall not disclose this
information to any person or entity or otherw se nake any i nproper use
of this information during or after the performance period of this
contract. The contractor and contractor personnel shall nmaintain this
information in strict confidence and shall nake no changes to the

i nformati on except as necessary in the performance of the contract.
The contractor and contractor personnel and their successors are

prohi bited forever from using this information for their personal or
busi ness gain, personally or for another, directly or indirectly,

wi thout prior witten approval of the Agency. This provision, or a
provision with an identical effect, shall be placed in any
subcontracts.

H 6. DI SPUTES (JULY 2002)

(a) Reserved.

(b) Except as provided in the Act, all disputes arising under or
relating to this contract shall be resolved under this clause

(c) “Cdaim” as used in this clause, neans a witten demand or
witten assertion by one of the contracting parties seeking, as a
matter of right, the paynment of nmoney in a sum certain, the adjustnent
or interpretation of contract ternms, or other relief arising under or
relating to this contract. However, a witten demand or witten
assertion by the Contractor seeking the paynent of nopney exceeding
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$100,000 is not a claimunder the Act until certified. A voucher,

i nvoice, or other routine request for paynent that is not in dispute
when submitted is not a claimunder the Act. The subnission nmay be
converted to a claimunder the Act, by conplying with the subm ssion
and certification requirements of this clause, if it is disputed either
as to liability or anpbunt or is not acted upon in a reasonable tine.

(d)(1) A claimby the Contractor shall be nade in witing and, unless
otherwise stated in this contract, submtted within 6 years after
accrual of the claimto the Contracting Oficer for a witten decision.
A claimby the Federal Retirenent Thrift |nvestnment Board (Agency)
agai nst the Contractor shall be subject to a witten decision by the
Contracting OFficer.

(2)(i) The Contractor shall provide the certification specified in
paragraph (d)(2)(iii) of this clause when subnitting any claim
exceedi ng $100, 000.
(ii) The certification requirement does not apply to issues in
controversy that have not been subnitted as all or part of a claim
(iii) The certification shall state as follows: “I certify that
the claimis nmade in good faith; that the supporting data are accurate
and conplete to the best of ny knowl edge and belief; that the anount
requested accurately reflects the contract adjustnment for which the
Contractor believes the Agency is liable; and that | am duly authorized
to certify the claimon behalf of the Contractor.”
(3) The certification nmay be executed by any person duly authorized
to bind the Contractor with respect to the claim

(e) For Contractor clainms of $100,000 or less, the Contracting
Oficer must, if requested in witing by the Contractor, render a
decision within 60 days of the request. For Contractor-certified clainms
over $100, 000, the Contracting Oficer nust, within 60 days, decide the
claimor notify the Contractor of the date by which the decision wll
be nade.

(f) The Contracting Oficer’s decision shall be final unless the
Contractor requests reconsideration by the Execuitve Director (or
desi gnee), the decision on which shall be final.

(g) If the claimby the Contractor is submtted to the Contracting
Oficer or a claimby the Governnent is presented to the Contractor,
the parties, by nutual consent, may agree to use alternative dispute
resolution (ADR). If the Contractor refuses an offer for ADR the
Contractor shall inform the Contracting Oficer, in witing, of the
Contractor’s specific reasons for rejecting the offer.

(h) The Agency shall pay interest on the anpbunt found due and unpaid
from (1) the date that the Contracting Oficer receives the claim
(certified, if required); or (2) the date that paynent otherw se would
be due, if that date is later, until the date of paynment. Wth regard
to clainms having defective certifications, as defined in FAR 33. 201,
interest shall be paid fromthe date that the Contracting Oficer
initially receives the perfected claim Sinple interest on clains shall
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be paid at the rate, fixed by the Secretary of the Treasury as provided
in the Act, which is applicable to the period during which the
Contracting Oficer receives the claimand then at the rate applicable
for each 6-nonth period as fixed by the Treasury Secretary during the
pendency of the claim

(i) The Contractor shall proceed diligently with performance of this
contract, pending final resolution of any request for relief, claim
appeal, or action arising under or relating to the contract, and
conply with any decision of the Contracting Oficer.

H 7. SUBM SSI ON OF FI NANCI AL STATEMENTS

1. Fi nanci al statenments shall be subnmitted to the Contracting
Oficer's Technical Representative on a quarterly basis.

2. Financial statenments subnmitted to the Agency nust be audited or
revi ewed and prepared on the accrual basis of accounting by an

i ndependent certified public accountant |icensed by the state of

i ncorporation to perform such services. If the contractor is required
by federal or state law to subnit audited financial statenents, the
contractor is required also to submt audited financial statenments to

the Agency. Oherwi se, the contractor may submit reviewed financial
statements to the Agency. Audited or reviewed financial statenents are
to be prepared in accordance with generally accepted accounting
principles (GAAP). The format of the financial statenments nust conply
with generally accepted accounting principles. Bal ance sheets, incone
statenents, a statement of retained earnings, supporting schedul es and
notes, and the opinion of the independent auditor nust acconpany the
financial statenent. The bal ance sheet nust, at a mininum break down
current assets, fixed assets, other assets (if appropriate), current
liabilities, long-termliabilities, and equity (or appropriate
nonprofit categories), a statement of cash flows, and appropriate
accounting notes. If a contractor is organized as a corporation and
the corporation is part of a consolidated group, supplenental data nust
be included showing a breakout of all corporate subsidiaries including
a bal ance sheet and incone statenent for the individual contractors.

3. Most recent financial statenents are to be subnitted with the
pr oposal

Section | — Contract d auses
52.215-19 Notification of Omnership Changes.

(a) The Contractor shall nmake the following notifications in witing
(1) When the Contractor becones aware that a change in its ownership
has occurred, or is certain to occur, that could result in changes in
the valuation of its capitalized assets in the accounting records, the
Contractor shall notify the Contracting Oficer (CO wthin 30 days
(2) The Contractor shall also notify the ACO within 30 days whenever
changes to asset valuations or any other cost changes have occurred or
are certain to occur as a result of a change in ownership.
(b) The Contractor shall—
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(1) Maintain current, accurate, and conplete inventory records of
assets and their costs;

(2) Provide the CO or designated representative ready access to the
records upon request;

(3) Ensure that all individual and grouped assets, their capitalized
val ues, accunul ated depreciation or anortization, and renaining useful
lives are identified accurately before and after each of the
Contractor’s ownershi p changes; and

(4) Retain and continue to nmintain depreciation and anortization
schedul es based on the asset records maintained before each Contractor
owner shi p change.

(c) The Contractor shall include the substance of this clause in all
subcontracts under this contract that neet the applicability
requi renent of FAR 15.408(Kk).

52-222-39 Notification of Enployee Rights Concerning
Payrment of Union Dues or Fees.

a) Definition. As used in this clause—

“United States” means the 50 States, the District of Colunbia, Puerto
Rico, the Northern Mariana |slands, American Sanpa, Guam the U. S
Virgin Islands, and Wake I|sl and.

(b) Except as provided in paragraph (e) of this clause, during the
termof this contract, the Contractor shall post a notice, in the form
of a poster, informng enployees of their rights concerning union
nmenber shi p and paynment of union dues and fees, in conspicuous places in
and about all its plants and offices, including all places where
notices to enployees are customarily posted. The notice shall include
the following information (except that the information pertaining to
Nat i onal Labor Rel ations Board shall not be included in notices posted
in the plants or offices of carriers subject to the Railway Labor Act,
as anended (45 U.S.C. 151-188)).

Noti ce to Enpl oyees

Under Federal |aw, enployees cannot be required to join a union or
mai ntain nmenbership in a union in order to retain their jobs. Under
certain conditions, the law pernmits a union and an enployer to
enter into a union-security agreenment requiring enployees to pay
uni form periodic dues and initiation fees. However, enployees who
are not union nenbers can object to the use of their paynments for
certain purposes and can only be required to pay their share of
union costs relating to collective bargaining, contract

adm ni stration, and grievance adj ustnent.

If you do not want to pay that portion of dues or fees used to
support activities not related to collective bargaining, contract
adnmi ni stration, or grievance adjustnent, you are entitled to an
appropriate reduction in your paynment. If you believe that you have
been required to pay dues or fees used in part to support
activities not related to collective bargai ning, contract

adnmi ni stration, or grievance adjustnent, you nmay be entitled to a
refund and to an appropriate reduction in future paynents.
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For further information concerning your rights, you may w sh to
contact the National Labor Relations Board (NLRB) either at one of
its Regional offices or at the follow ng address or toll free
nunber:

Nat i onal Labor Rel ati ons Board
Di vi sion of Information

1099 14th Street, N W

Washi ngt on, DC 20570
1-866-667-6572

1-866-316- 6572 (TTY)

To locate the nearest NLRB office, see NLRB' s website at
http://ww. nlrb. gov.

(c) The Contractor shall conply with all provisions of Executive
Order 13201 of February 17, 2001, and rel ated inplenenting regul ations
at 29 CFR Part 470, and orders of the Secretary of Labor.

(d) In the event that the Contractor does not conply with any of the
requi rements set forth in paragraphs (b), (c), or (g), the Secretary
may direct that this contract be cancelled, term nated, or suspended in
whole or in part, and declare the Contractor ineligible for further
Government contracts in accordance with procedures at 29 CFR Part 470,
Subpart B—C€onpliance Eval uations, Conplaint I|nvestigations and
Enf orcement Procedures. Such other sanctions or renedies may be inposed
as are provided by 29 CFR Part 470, which inplenents Executive
Order 13201, or as are otherw se provided by |aw.

(e) The requirenent to post the enployee notice in paragraph (b) does
not apply to—

(1) Contractors and subcontractors that enploy fewer than 15
per sons;

(2) Contractor establishments or construction work sites where no
uni on has been formally recognized by the Contractor or certified as
the exclusive bargaining representative of the Contractor’s enpl oyees;

(3) Contractor establishments or construction work sites located in
a jurisdiction named in the definition of the United States in which
the law of that jurisdiction forbids enforcement of union-security
agreenments;

(4) Contractor facilities where upon the witten request of the
Contractor, the Departnent of Labor Deputy Assistant Secretary for
Labor - Managenent Progranms has waived the posting requirements wth
respect to any of the Contractor’s facilities if the Deputy Assistant
Secretary finds that the Contractor has denonstrated that—

(i) The facility is in all respects separate and distinct from
activities of the Contractor related to the performance of a contract;
and

(ii) Such a waiver will not interfere with or inpede the
ef fectuation of the Executive order; or

(5) Work outside the United States that does not involve the
recruitment or enployment of workers within the United States.

(f) The Departnent of Labor publishes the official enployee notice in
two variations; one for contractors covered by the Railway Labor Act
and a second for all other contractors. The Contractor shall—
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(1) Ontain the required enpl oyee notice poster from the Division of
Interpretations and Standards, Ofice of Labor-Mnagenent Standards
U S. Departnent of Labor, 200 Constitution Avenue, NW Room N- 5605
Washi ngton, DC 20210, or fromany field office of the Departnent’s
O fice of Labor-Minagenent Standards or O fice of Federal Contract
Compl i ance Prograrns;

(2) Download a copy of the poster fromthe O fice of Labor-
Managenent Standards website at http://ww. ol ns. dol . gov; or

(3) Reproduce and use exact duplicate copies of the Department of
Labor’s official poster.

(g) The Contractor shall include the substance of this clause in
every subcontract or purchase order that exceeds the sinplified
acquisition threshold, entered into in connection with this contract,
unl ess exenpted by the Departnent of Labor Deputy Assistant Secretary
for Labor-Minagenent Prograns on account of special circunstances in
the national interest under authority of 29 CFR 470.3(c). For
indefinite quantity subcontracts, the Contractor shall include the
substance of this clause if the value of orders in any cal endar year of
the subcontract is expected to exceed the sinplified acquisition
threshol d. Pursuant to 29 CFR Part 470, Subpart B—Conpliance
Eval uati ons, Conplaint Investigations and Enforcenment Procedures, the
Secretary of Labor may direct the Contractor to take such action in the
enforcenent of these regulations, including the inposition of sanctions
for nonconpliance with respect to any such subcontract or purchase
order. If the Contractor beconmes involved in litigation with a
subcontractor or vendor, or is threatened with such involvenent, as a
result of such direction, the Contractor may request the United States
t hrough the Secretary of Labor, to enter into such litigation to
protect the interests of the United States.

52.252-2 Cl auses I ncorporated by Reference.

This contract incorporates one or nore clauses by reference, with the
sanme force and effect as if they were given in full text. Upon request,
the Contracting Oficer will make their full text available. Al so, the
full text of a clause may be accessed electronically at this address:

http://ww. acgnet. gov/far/

52.202-1 Definitions. (Jul 2004)
52.203-3 Gatuities. (Apr 1984)
52.203-5 Covenant Agai nst Contingent Fees. (Apr 1984)

52.203-6 Restrictions on Subcontractor Sales to the Government.
(Jul 1995)

52.203-7 Anti - Ki ckback Procedures. (Jul 1995)

52.203-8 Cancel l ation, Rescission, and Recovery of Funds for Il egal
or Inproper Activity. (Jan 1997)

52.203-10 Price or Fee Adjustment for Illegal or |nproper Activity.
(Jan 1997)

52.203-12 Limtation on Paynments to Influence Certain Federa
Transactions. (Jun 2003)

52.204-4 Printed or Copied Doubl e-Sided on Recycled Paper. (Aug
2000)

52.204-7 Central Contractor Registration. (Oct 2003)

52.207-3 Ri ght of First Refusal of Enploynent. (Nov 1991)
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215-14
215-15
215-18

215-21

216-7
216-8
217-8
217-9
222-1
222-2
222-3
222-21
222-26
222-35

222- 36

222- 37

223-6
223-14
224-1
224-2
225-1
225-13
227-3
227-14
227-17
227-18
227-23
228-7
229-10

230-2
230-3

230-6
232-9
232-17
232-20
232-23
232-25
232- 33

Protecting the Government’s Interest Wen Subcontracting
with Contractors Debarred, Suspended, or Proposed for
Debarnment. (Jan 2005)

Audit and Records- Negotiation. (Jun 1999)

Price Reduction for Defective Cost or Pricing Data.

(Cct 1997)

Price Reduction for Defective Cost or Pricing Data-

Modi fications. (QOct 1997)

Subcontractor Cost or Pricing Data. (Cct 1997)
Subcontractor Cost or Pricing Data-Mdifications.

(Cct 1997)

Integrity of Unit Prices. (Qct 1997)

Pensi on Adjustnents and Asset Reversions. (Cct 2004)
Reversion or Adjustnent of Plans for Postretirenent
Benefits (PRB) O her Than Pensions. (Cct 1997)

Requi rements for Cost or Pricing Data or Information O her
Than Cost or Pricing Data-Modifications. (Cct 1997)

Al | owabl e Cost and Payment. (Dec 2002)

Fi xed Fee. (Mar 1997)

Option to Extend Services. (Nov 1999)

Option to Extend the Term of the Contract. (Mar 2000)
Notice to the Government of Labor Disputes. (Feb 1997)
Payment for Overtinme Premuns. (Jul 1990)

Convi ct Labor. (Jun 2003)

Prohi biti on of Segregated Facilities. (Feb 1999)

Equal Opportunity. (Apr 2002)

Equal Opportunity for Special Disabled Veterans, Veterans
of the Vietnam Era, and O her Eligible Veterans. (Dec 2001)
Affirmative Action for Workers with Disabilities.

(Jun 1998)

Enpl oynment Reports on Special D sabled Veterans, Veterans
of the Vietnam Era, and Other Eligible Veterans. (Dec 2001)
Drug- Free Workpl ace. (May 2001)

Toxi ¢ Chemical Rel ease Reporting. (Aug 2003)

Privacy Act Notification. (Apr 1984)

Privacy Act. (Apr 1984)

Buy Anerican Act-Supplies. (Jun 2003)

Restrictions on Certain Foreign Purchases. (Dec 2003)
Patent Indemity. (Apr 1984)

Ri ghts in Data-General. (Jun 1987)

Ri ghts in Data-Special. (Jun 1987)

Ri ghts in Data-Existing Wrks. (Jun 1987)

Ri ghts to Proposal Data (Technical). (Jun 1987)

I nsurance-Liability to Third Persons. (Mar 1996)

State of New Mexico Gross Receipts and Compensating Tax.
(Apr 2003)

Cost Accounting Standards. (Apr 1998)

Di scl osure and Consi stency of Cost Accounting Practices.
(Apr 1998)

Admi ni stration of Cost Accounting Standards. (Nov 1999)
Limtati on on Wthhol ding of Paynents. (Apr 1984)
Interest. (Jun 1996)

Limtation of Cost. (Apr 1984)

Assignment of Cains. (Jan 1986)

Pronpt Paynent. (COct 2003) Alternate | (Feb 2002)
Payment by Electronic Funds Transfer-Central Contractor
Regi stration. ( GCct 03)
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52.233-3 Protest after Award. (Aug 1996) Alternate | (Jun 1985)

52.233-4 Applicable Law for Branch of Contract Claim (Cct 2004)

52.237-3 Continuity of Services. (Jan 1991)

52.239-1 Privacy or Security Safeguards. (Aug 1996)

52.242-1 Notice of Intent to Disallow Costs. (Apr 1984)

52.242-3 Penalties for Unallowable Costs. (May 2001)

52.242-4 Certification of Final Indirect Costs. (Jan 1997)

52.242-10 F.o.b. Oigin-Government Bills of Lading or Prepaid
Postage. (Apr 1984)

52.242-11 F.o.b. Oigin-Governnment Bills of Lading or Indicia Mil
(Feb 1993)

52.242-13 Bankruptcy. (Jul 1995) Alternate Il (Apr 1984)

52.244-2 Subcontracts. (Aug 1998) Alternate Il (Aug 1998)

52.244-5 Conpetition in Subcontracting. (Dec 1996)

52.244-6 Subcontracts for Comercial Itens. (Dec 2004)

52.245-5 Government Property (Cost-Rei nbursenment, Tinme-and-Mteria
or Labor-Hour Contract). (May 2004)

52.246- 25 Limtation of Liability-Services. (Feb 1997)

52.249-6 Term nati on (Cost-Rei nbursenment). (May 2004)

52.249-14 Excusabl e Del ays. (Apr 1984)

52.251.1 Gover nment Supply Sources. (Apr 1984)

52.253-1 Conput er Generated Forns. (Jan 1991)

Section J — List of Attachnents

Attachrment A — QUESTI ONNAIRE FOR Incoming mail, Inmaging and Data Entry
services

Attachment B — Agency Inconming Miil, , and Data Entry Sanple Process
Fl ow

22



Section K — Representations, Certifications, and O her
Statenments of O ferors

52.204-8 Annual Representations and Certifications.

(a)(1) If the clause at 52.204-7, Central Contractor Registration, is
included in this solicitation, paragraph (b) of this provision applies.
(2) If the clause at 52.204-7 is not included in this solicitation,
and the offeror is currently registered in CCR, and has conpleted the
ORCA electronically, the offeror may choose to use paragraph (b)
i nstead of conpleting the correspondi ng individual representations and
certifications in the solicitation. The offeror shall indicate which
option applies by checking one of the follow ng boxes:
[ 1 (i) Paragraph (b) applies.
[ ] (ii) Paragraph (b) does not apply and the offeror has conpleted
the individual representations and certifications in the solicitation.
(b) The offeror has conpleted the annual representati ons and
certifications electronically via the Online Representations and
Certifications Application (ORCA) website at http://orca. bpn.gov. After
reviewi ng the ORCA database information, the offeror verifies by
submi ssion of the offer that the representations and certifications
currently posted electronically have been entered or updated within the
last 12 nonths, are current, accurate, conplete, and applicable to this
solicitation (including the business size standard applicable to the
NAI CS code referenced for this solicitation), as of the date of this
offer and are incorporated in this offer by reference (see FAR 4.1201);
except for the changes identified below [offeror to insert changes,
i dentifying change by clause nunber, title, date]. These anended
representation(s) and/or certification(s) are also incorporated in this
offer and are current, accurate, and conplete as of the date of this
of fer.
FAR C ause # Title Dat e Change

only, and do not result in an update to the representations and
certifications posted on ORCA

52.227-7 Pat ent s- Noti ce of Governnent Licensee.

The Government is obligated to pay a royalty applicable to the proposed
acqui sition because of a license agreenment between the Governnment and
the patent owner. The patent nunber is [Contracting O ficer fill
in], and the royalty rate is _  [Contracting O ficer fill in]. If the
offeror is the owner of, or a licensee under, the patent, indicate

bel ow.

o Omer o Licensee

If an offeror does not indicate that it is the owner or a licensee of
the patent, its offer will be evaluated by adding thereto an anount
equal to the royalty.

52.230-1 Cost Accounting Standards Notices and
Certification.
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Note: This notice does not apply to small businesses or foreign
governments. This notice is in three parts, identified by Roman
nurmerals | through I11.

O ferors shall exam ne each part and provide the requested information
in order to determ ne Cost Accounting Standards (CAS) requirenents
applicable to any resultant contract.

If the offeror is an educational institution, Part Il does not apply
unl ess the contenplated contract will be subject to full or nodified
CAS coverage pursuant to 48 CFR 9903. 201-2(c)(5) or 9903.201-2(c)(6),
respectively.

I. Disclosure Statenent—€ost Accounting Practices and Certification

(a) Any contract in excess of $500,000 resulting fromthis
solicitation will be subject to the requirenents of the Cost Accounting
St andards Board (48 CFR Chapter 99), except for those contracts which
are exenpt as specified in 48 CFR 9903. 201-1

(b) Any offeror submitting a proposal which, if accepted, wll
result in a contract subject to the requirements of 48 CFR Chapter 99
must, as a condition of contracting, subnmt a Disclosure Statement as
required by 48 CFR 9903.202. Wen required, the Disclosure Statenent
must be submitted as a part of the offeror’s proposal under this
solicitation unless the offeror has already submitted a Disclosure
Statenent disclosing the practices used in connection with the pricing
of this proposal. If an applicable Disclosure Statenent has already
been submitted, the offeror may satisfy the requirement for subnission
by providing the information requested in paragraph (c) of Part | of
this provision.
Caution: In the absence of specific regulations or agreenment, a
practice disclosed in a Disclosure Statement shall not, by virtue of
such disclosure, be deened to be a proper, approved, or agreed-to
practice for pricing proposals or accunulating and reporting contract
performance cost data.

(c) Check the appropriate box bel ow
[ 1 (1) Certificate of Concurrent Subnission of Disclosure Statenent.
The offeror hereby certifies that, as a part of the offer, copies of
the Disclosure Statenment have been subnitted as follows:

(i) Oiginal and one copy to the cognizant Adm nistrative
Contracting Oficer (ACO or cognizant Federal agency official
authorized to act in that capacity (Federal official), as applicable;
and

(ii) One copy to the cogni zant Federal auditor.

(Di scl osure nust be on Form No. CASB DS-1 or CASB DS-2, as applicable.
Forms may be obtained from the cognizant ACO or Federal official and/or
from the |oose-leaf version of the Federal Acquisition Regulation.)
Date of Disclosure Statenent:

Nanme and Address of Cognizant ACO or Federal Oficial Were Filed

The offeror further certifies that the practices used in estimating
costs in pricing this proposal are consistent with the cost accounting
practices disclosed in the Disclosure Statenent.

[ 1 (2) Certificate of Previously Submitted Disclosure Statenent. The
of feror hereby certifies that the required Disclosure Statenment was
filed as follows:

Date of Disclosure Statenent:

Nanme and Address of Cognizant ACO or Federal Oficial Were Filed
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The offeror further certifies that the practices used in estinating
costs in pricing this proposal are consistent with the cost accounting
practices disclosed in the applicable D sclosure Statenent.

[ ] (3) Certificate of Mnetary Exenption. The offeror hereby
certifies that the offeror, together with all divisions, subsidiaries,
and affiliates under comon control, did not receive net awards of
negotiated prinme contracts and subcontracts subject to CAS totaling

$50 mllion or nmore in the cost accounting period imediately preceding
the period in which this proposal was subnitted. The offeror further
certifies that if such status changes before an award resulting from
this proposal, the offeror will advise the Contracting O ficer

i mredi ately.

[ 1 (4) Certificate of Interim Exenption. The offeror hereby certifies
that (i) the offeror first exceeded the nobnetary exenption for

di sclosure, as defined in (3) of this subsection, in the cost
accounting period imediately preceding the period in which this offer
was submitted and (ii) in accordance with 48 CFR 9903.202-1, the
offeror is not yet required to subnmit a Disclosure Statenent. The

of feror further certifies that if an award resulting from this proposal
has not been made within 90 days after the end of that period, the
offeror will inmediately submt a revised certificate to the
Contracting Oficer, in the form specified under paragraph (c)(1) or
(c)(2) of Part | of this provision, as appropriate, to verify

submi ssion of a conpl eted Di sclosure Statenent.

Caution: Oferors currently required to disclose because they were
awarded a CAS-covered prinme contract or subcontract of $50 million or
nmore in the current cost accounting period may not claimthis exenption
(4). Further, the exenption applies only in connection with proposals
subnmitted before expiration of the 90-day period followi ng the cost
accounting period in which the nonetary exenption was exceeded

Il1. Cost Accounting Standards—Eligibility for Mdified Contract

Cover age

If the offeror is eligible to use the nodified provisions of 48 CFR
9903. 201-2(b) and elects to do so, the offeror shall indicate by
checking the box bel ow. Checking the box bel ow shall mean that the
resultant contract is subject to the Disclosure and Consistency of Cost
Accounting Practices clause in lieu of the Cost Accounting Standards

cl ause.

o The offeror hereby clains an exenption from the Cost Accounting

St andards cl ause under the provisions of 48 CFR 9903. 201-2(b) and
certifies that the offeror is eligible for use of the Disclosure and
Consi stency of Cost Accounting Practices clause because during the cost
accounting period imediately preceding the period in which this
proposal was submitted, the offeror received less than $50 million in
awards of CAS-covered prime contracts and subcontracts. The offeror
further certifies that if such status changes before an award resulting
fromthis proposal, the offeror will advise the Contracting Oficer

i medi ately.

Caution: An offeror may not claimthe above eligibility for nodified
contract coverage if this proposal is expected to result in the award
of a CAS-covered contract of $50 mllion or nore or if, during its
current cost accounting period, the offeror has been awarded a single
CAS-covered prine contract or subcontract of $50 mllion or nore

[11. Additional Cost Accounting Standards Applicable to Existing
Contracts
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The offeror shall indicate bel ow whether award of the contenplated

contract would, in accordance with paragraph (a)(3) of the Cost

Accounting Standards clause, require a change in established cost

accounting practices affecting existing contracts and subcontracts.
o Yes o No

52.230-7 Proposal Discl osure-Cost Accounting Practice
Changes.

The offeror shall check “yes” below if the contract award will result
in a required or unilateral change in cost accounting practice
including unilateral changes requested to be desirable changes.

o Yes o No
If the offeror checked “Yes” above, the offeror shall—

(1) Prepare the price proposal in response to the solicitation using
the changed practice for the period of performance for which the
practice will be used; and

(2) Submit a description of the changed cost accounting practice to
the Contracting O ficer and the Cogni zant Federal Agency O ficial as
pricing support for the proposal

52.252-1 Solicitation Provisions |ncorporated by
Ref erence

This solicitation incorporates one or nore solicitation provisions by
reference, with the same force and effect as if they were given in full
text. Upon request, the Contracting Oficer will nake their full text
avail able. The offeror is cautioned that the |isted provisions may

i ncl ude bl ocks that nust be conpleted by the offeror and submitted with
its quotation or offer. In lieu of submtting the full text of those
provisions, the offeror may identify the provision by paragraph
identifier and provide the appropriate information with its quotation
or offer. Also, the full text of a solicitation provision may be
accessed electronically at this/these address(es):

http://ww. acqgnet . gov/far/

52.203-11 Certification and Di scl osure Regardi ng Paynents

to Influence Certain Federal Transactions. (Apr 1991)
52.204-5 Wonen- Omed Busi ness (Ot her Than Smal | Busi ness)

(May 1999)

Section L — Instructions, Conditions, and Notices to
Oferors

L.1. SUBM SSION OF PROPCSAL. The O feror must provide an original and
five (5) copies of the technical proposal and an original and three (3)

copies of the price proposal. Audited financial statenents for the
last three (3) years nust be subnmitted with each copy of the technical
proposal. Cost/price data shall not be included in the technica
proposal. The price proposal nust be submitted under a separate cover.
This will be a best val ue award.

a. Techni cal Proposal. The technical proposal must be limted to 30

pages (text to be single spaced, no less than 10-pitch font), 8-1/2" X
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11" white paper (no less than 20 |Ib. copy paper). Any pages beyond the
31st will not be reviewed. Further, proposals not neeting the m nimm
10-pitch font requirenent shall be deened non-conpliant.

Attachnent A provides all the questions you are required to answer in
your technical proposal. Present your conprehensive response to the
qguestions based on information contained in this Statenment of Wrk.
Expl ai n your approach to establishing all aspects of the nuil
handl i ng/ data processing center, as well as location(s). Al questions
shoul d be addressed conpletely and concisely and in the order presented
in Attachment A. If an alternative method is proposed to a

requi rement, provide the proposed change and the rationale. Appendi ces
shoul d be used prudently and only when a detailed response is

i mpractical. Anbiguous statenents such as “all reasonable efforts..

wi |l not be acceptable.

b. Cost/Price Proposal. Mist be linited to 20 pages (see further
speci fications in paragraph a. above).

1. Identify the schedule of fees as it relates to the services
to be provided. The cost structure should indicate cost of
services and include a cost breakout for any optional program
conponents avail abl e.

2. Provide all prices (start-up and ongoing) associated wth
your services. List any and all costs and provide an expl anation
for the basis of the cost (e.g., if the charge is “per hour”,

explain exactly how an hour is calculated, what is included in
the charge, and where the information provided in your experience
conmes fron). Provide the costs for years one through six of the
project, along with any projected start-up costs.

3. Include a table listing your best estinmate of overall costs
by nonth for the first two years of this contract.

4, Include travel and related charges that nay be incurred
during this project. Al travel nust be approved by the COIR in
advance and will be reinbursed in accordance w th Governnent

travel regul ations.

L.2. Due Date. The proposal packages should be received by the Agency
no |later than 3:30 PM Eastern Tinme, March 23, 2006. Address the
package as foll ows:

Federal Retirenment Thrift |nvestment Board
Attn: M. Robert Battersby

1250 H Street, NW

Washi ngt on, DC 20005- 3952

To ensure the proposal package arrives at the proper place on tine and
to prevent opening by unauthorized individuals, your proposal package
must be identified on the wapper as foll ows:

Proposal Subnmitted in Response to Solicitation
No. TI B-05- R- XXX

Package No. of

Dat e:
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L.3. Bid and Proposal Costs. The Agency will not reinburse Oferors
for any expenses incurred in the preparation of proposals submitted in
response to this RFP.

L.4. Billing. The successful Oferor will be permtted to subnit
i nvoices nonthly for incurred costs.

L.5. RFP Questions. Al inquiries pertaining to this RFP nust be made
in witing via e-mail or letter and nust be received by 3:30 PM on
March 3, 2006. No other nethod will be accepted. The point of
contact for all RFP inquiries is Robert Battersby, 202-942-1693, fax
202-942-1674, enmil rbatter@sp. gov.

L.6. Oher Considerations. The Agency may conduct on-site visits
during the evaluation process. The purposes of the on-site visits
woul d be to:

a. Substanti ate proposal representations.

b. Suppl ement information obtai ned through the proposal
guestionnaire.

c. I ncrease the understanding of the services and operations
of O feror.

d. Meet the key personnel who will have a significant role in
this contract.

e. Revi ew systens capabilities and security.
f. I nspect the proposed facility.
g. Ensure that the facility is habitable, conforns with | ocal

codes, and can be ready for occupancy within one (1) nonth
of contact award.

L.7. THE FEDERAL RETI REMENT THRI FT | NVESTMENT BOARD MNAY, BY WRI TTEN
NOT1 CE TO THE OFFEROR, TERM NATE THE RI GHT OF THE OFFEROR TO PROCEED
UNDER ANY CONTRACT THAT ARISES AS A RESULT OF THIS SCLICITATION IF IT
IS FOUND THAT GRATU TIES, IN THE FORM OF ENTERTAI NVENT, G FTS OR
OTHERW SE, WERE OFFERED OR G VEN BY THE OFFEROR, OR ANY AGENT OR
REPRESENTATI VE OF THE OFFEROR, TO ANY OFFI CER OR EMPLOYEE OF THE
FEDERAL RETI REMENT THRI FT | NVESTMENT BOARD W TH THE | NTENT TO SECURE
FAVORABLE TREATMENT.

52.215-20 Requirenments for Cost or Pricing Data or
I nformati on Other Than Cost or Pricing Data.

(a) Exceptions from cost or pricing data.
(1) In lieu of submitting cost or pricing data, offerors may subnit
a witten request for exception by subnmitting the information described
in the follow ng paragraphs. The Contracting Oficer may require
addi ti onal supporting information, but only to the extent necessary to
det ermi ne whet her an exception should be granted, and whether the price
is fair and reasonabl e.
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(i) Identification of the law or regulation establishing the
price offered. If the price is controlled under |aw by periodic
rulings, reviews, or simlar actions of a governnental body, attach a
copy of the controlling docunent, unless it was previously submtted to
the contracting office.

(ii) Commercial item exception. For a commercial item exception
the offeror shall submit, at a mininmum infornation on prices at which
the sane itemor simlar itens have previously been sold in the
conmercial market that is adequate for evaluating the reasonabl eness of
the price for this acquisition. Such information may include—

(A) For catalog items, a copy of or identification of the
catalog and its date, or the appropriate pages for the offered itens,
or a statement that the catalog is on file in the buying office to
which the proposal is being submtted. Provide a copy or describe
current discount policies and price lists (published or unpublished),
e.g., wholesale, original equipnment manufacturer, or reseller. Also
explain the basis of each offered price and its relationship to the
established catal og price, including how the proposed price relates to
the price of recent sales in quantities simlar to the proposed
quantities;

(B) For market-priced itens, the source and date or period of
the market quotation or other basis for market price, the base anobunt,
and applicable discounts. In addition, describe the nature of the
mar ket ;

(C For itenms included on an active Federal Supply Service
Multiple Award Schedul e contract, proof that an exception has been
granted for the schedule item

(2) The offeror grants the Contracting O ficer or an authorized
representative the right to examne, at any tinme before award, books,
records, docunents, or other directly pertinent records to verify any
request for an exception under this provision, and the reasonabl eness
of price. For itenms priced using catalog or market prices, or |aw or
regul ation, access does not extend to cost or profit information or
other data relevant solely to the offeror’s deternination of the prices
to be offered in the catal og or marketpl ace.

(b) Requirenents for cost or pricing data. If the offeror is not
granted an exception fromthe requirenent to submit cost or pricing
data, the follow ng applies:

(1) The offeror shall prepare and subnit cost or pricing data and
supporting attachnents in accordance with Table 15-2 of FAR 15.408

(2) As soon as practicable after agreenent on price, but before
contract award (except for unpriced actions such as letter contracts),
the offeror shall submit a Certificate of Current Cost or Pricing Data,
as prescribed by FAR 15.406- 2.

52.216-1 Type of Contract.

The Governnent contenplates award of a cost plus fixed fee contract
resulting fromthis solicitation.
52.233-2 Service of Protest.

(a) Protests, as defined in section 33.101 of the Federal Acquisition
Regul ation, that are filed directly with an agency, and copies of any

protests that are filed with the General Accounting Ofice (GAO, shall
be served on the Contracting Oficer (addressed as follows) by
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obtaining witten and dated acknow edgment of receipt from Contracting
Oficer, 1250 H Street, N. W, Suite 200, Washi ngton, DC 20005.

(b) The copy of any protest shall be received in the office
desi gnated above within one day of filing a protest with the GAO

52.252-1 Solicitation Provisions |Incorporated by
Ref er ence.

This solicitation incorporates one or nmore solicitation provisions by
reference, with the same force and effect as if they were given in full
text. Upon request, the Contracting Oficer will nake their full text
avai l able. The offeror is cautioned that the listed provisions nay

i nclude bl ocks that nust be conpleted by the offeror and submtted with
its quotation or offer. In lieu of submtting the full text of those
provisions, the offeror nmay identify the provision by paragraph
identifier and provide the appropriate information with its quotation
or offer. Also, the full text of a solicitation provision my be
accessed electronically at this/these address(es):

http://ww. acqnet . gov/far/

52.215-1 Instructions to O ferors-Conpetitive. (Jan 2004)
52.215-5 Facsimle Proposals. (Cct 1997)
52.215-16 Facilities Capital Cost of Mney. (Jun 2003)
52.222-46 Eval uati on of Conpensation for Professional

Enpl oyees. (Feb 1993)

Section M- Evaluation Factors for Award

A M ni mum Qualifications

1. Any and all sites used to performthe elenments of Section C
of this Request for Proposals are within the continental United States.

2. That the Oferor provide a dedicated custoner service unit
with staff working solely on the contract with the Federal Retirenent
Thrift Investnent Board.

3. That the Oferor has prior experience in supporting incom ng
mai | processing, imaging, indexing and data entry services in a
conparabl e volunme as that which is outlined in the SOW
B. Technical Evaluation (100 Points)

1. Operational Managenent Capability (80 points)

The successful Oferor nust be able to denonstrate an ability and past

experience using comrercial best practices to provide |arge volune
i ncomng nmail handling, data entry and inagi ng services.
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a. Under st andi ng the Requirenments (15 points)

W will assess whether the offeror has provided sufficient
evi dence of having thoroughly understood and responded to the
requirenents stated in the SOW

b. Peopl e Managenent (15 points)

W will review offerors’ ability to select, train, and nmanage a
team of individuals that can neet expected |evels of perfornmance.
Specific elements include:

(1) Managenent expertise (10). We wll review resunes of
proposed key nenbers of the managenent team to ensure they have

t he background and experience required to successfully direct the
operation and neet program objectives.

(2) Hring (5. W wll evaluate offerors’ plans for recruiting
and selecting staff for the program W will evaluate such itens
as past turnover rates and average tenure, and anount of

supervi sion proposed to deternine the enphasis placed on the

sel ection and devel opnment of front |ine personnel. W wll also
review total hiring capabilities to ensure that staffing

requi rements can be nmet on a tinely basis.

cC. Process Managenent (15 points)

(1) Quality assurance (10). We will assess the offerors’ Quality
Assurance plans for ensuring that deliverables neet the quality
standards addressed in the statement of work. Specifically, we
wi Il assess the processes proposed by each Oferor to ensure
efficiency and accuracy in the follow ng:

(a) Incomng Mil:

(i) Envel ope Opening, Content Extraction (removing docunents
from the envel opes), Extraction Verification (deternines no
contents remain in the envelopes after initial extraction),
Content Reunite (ensures accurate processing by reuniting the
contents of the envelope should there be an unsuccessful
extraction due to excess glue or contents stuck under the
envel ope flap, or pieces taped to the envel ope.)

(ii) Sorting and dispositioning of opened mail, including:

Forwardi ng of contents to appropriate |ocation/departnent,
Handl i ng procedures for receipt of cash/checks, and returned
mai | processing.

(2) Reporting (5). Qur reviewwll include an assessnent of

O ferors’ reporting plans to ensure that they will provide the
key netrics that produce a conplete picture of perfornmance.

Pl ans shoul d include typical incomng mail handling and data
entry metrics as well as performance indicators and netrics for
i mage scanni ng.
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Note: The Offeror shall propose a set of netrics that reported on
a regular basis (TBD at tine of award) denpbnstrate the quality
and efficiency with which the work is delivered.

d. Technol ogy Managenent (35 points)
W will assess whether the O feror has proposed a solution that is

technically feasible and achievable within the guidelines of the
SOWN and that reflects the application of comercial best

practices, continuous inprovenent, and all inplied architectural
requi rements of the SOW (i.e. Powerlnage). W will evaluate the
foll owing conmponents of the O feror’s technol ogy nmanagenent
approach:

(1) Mail handling, Data Entry, |naging and Workfl ow Managenent
capabilities and expertise (20). W will review the type of nmail
handl i ng equi pment and personnel skill sets in use at the
proposed facility or in the offeror’s other operating sites to
determ ne whether the systems, technology and personnel
capabilities proposed ensure accurate and efficient Envel ope
Openi ng, Content Extraction (Renoving docunments from the

envel opes), Extraction Verification (re-verifies that no contents
remain in the envel opes after initial extraction), and Content
Reuni t e.

W will evaluate the efficacy of the Oferor’s experience and
expertise in Data Entry, Inmaging and Wrkfl ow Managenent,
specifically as that expertise applies to the Board s

i mpl erent ati on of Power | mage.

(2) System Security (10). W will review control and audit
procedures each offeror currently has in place to ensure system
security. Automated and physical security controls will be
reviewed to ensure that sensitive Agency and participant data is
saf eguar ded agai nst theft or conprom se.

(3) Business continuity and backup procedures (5). W will
review the Oferors’ operations and the systens and procedures
they have in place to keep their operation up and runni ng under
all conditions. Included in this review will be an assessnment of
the Offeror’'s plans/capabilities to partner with other sinmlar,
capable firns and/or other conpany locations to ensure continuity
of operations in the event of a disaster.

2. Account Managenent Capability (20 points)

Proposal s shoul d name an account manager or account nanagenent team to
act as the interface with the Agency. W will review the follow ng
items to gauge the | evel of account nanagenent expertise proposed by
the O feror:

a. Program inplenentation (10). We will assess Oferors’ capabilities
and inplenmentation plans in ternms of:

i The tineliness of their tasks,

ii. The anmount of comrunication/interaction they expect to

provi de throughout the process,

iii. Initial staffing and managenent attention,
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iv. Technol ogy capabilities/upgrades,

V. Addi tional plans/processes planned to ensure a problemfree
startup, and
Vi . Proposed business continuity capabilities/arrangenents to

ensure continuity of operations.

b. Comunication (5). W are interested in |locating an Offeror that
takes a proactive approach in providing relevant and accurate
information. W will assess this through Oferors’ neeting and
communi cation plans, the processes they have in place for responding
to client requests, and the accessibility of key staff nenbers. The
clarity, neatness, conpleteness, presentation, |lack of errors, etc.
of the proposal will also reflect on the effectiveness of the

O feror's communication abilities.

c. Past performance (5). W will assess Oferors' past and current
contracts for the ability to provide services simlar to those sought
in this statement of work. W will contact past custoners for input
on Oferors' performance, conmunications, responsiveness, billings
and ability to nmeet deadlines/schedules. W wll assess customner
satisfaction with the O feror on prior projects, including
satisfactory performance regardi ng schedul es, neeting/reducing costs,
probl em sol ving, and success in perfornmng the work.

C. Pricing

This is a best value, cost reinbursable procurenment that involves not
only price but also operational and account managenment expertise
Therefore, the Agency will nake its award to the responsible O feror
whose proposal conforns to the solicitation and is nbst advantageous to
the Agency, cost or price and other factors considered. For this
solicitation, operational and account management expertise are nore

i mportant than price. As proposals becone nore equal in operationa

and account nanagenent capabilities, cost or price will beconme nore
i mportant.

52.252-1 Solicitation Provisions Incorporated by

Ref erence

This solicitation incorporates one or nore solicitation provisions by
reference, with the same force and effect as if they were given in full
text. Upon request, the Contracting Oficer will nake their full text
avail able. The offeror is cautioned that the |isted provisions may
i ncl ude bl ocks that nust be conpleted by the offeror and submitted with
its quotation or offer. In lieu of subnmitting the full text of those
provisions, the offeror may identify the provision by paragraph
identifier and provide the appropriate information with its quotation
or offer. Also, the full text of a solicitation provision may be
accessed electronically at this/these address(es):
http://ww. acqgnet. gov/far/

52.217-5 Eval uati on of Options. (Jul 1990)
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ATTACHMENT A.
QUESTI ONNAI RE FOR | NCOM NG MAI'L, | MAG NG AND DATA ENTRY
SERVI CES

1. Confirmthat you are prepared to work within all the
paraneters outlined in the Statenent of Wrk. Explain
how t he core conpetency of your organi zation supports
the requirenents of this SON |f any paraneters present
a problem please explain.

2. \Wat other contracts have you had with any Branch or
Agency of the U S. Governnent that included all or a
part of the scope of work covered by this contract?

3. Were will this work be done? How do you intend to
ensure the facility, infrastructure and necessary
busi ness arrangenents (permts, etc.) will be in place?

4. Describe the inplenentation process and tinelines for a
project simlar in size and conplexity to this one.
Pl ease provide a tinetable for inplenmentation for this
project, including all najor mlestones and
st af fi ng/ managenent | evels from point of contract award
until inplenmentation. Explain how you propose to stay
on schedul e, and how del ays woul d be handl ed.

5. How do you propose to comruni cate progress during
program i npl enentati on? What processes do you follow to
identify key issues and to notify clients when a probl em
occurs that could jeopardize tinelines or other aspects
of the start-up? Wat comrunications will take place
during the first few days of start-up? Wat activities,
if any, will occur in the tinme between contract and
start-up?

6. ldentify your planned operating hours and associ at ed
st af fi ng/ managenent |evels for both the transition and
nor mal operating environnents.

7. Describe how you handl e conmuni cations wth your
custoners. WII| there be dedi cated account managenent
(meani ng that the contact works exclusively on the FRTIB
contract)? WII| the Federal Retirenment Thrift
I nvest nent Board have access to operational contacts?
WIl we have access to our contact person during al
hours that the operation is open?
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8. Please fill out the table bel ow providing information
for at |least two, but not nore than three, current or
past clients. You should choose those clients that nost
clearly exenplify past experience simlar to those
outlined in the statenent of work.

Nanme of

Organi zati on

| ndustry

Cont act Nane,
Phone Nunber,
and e-nmai l

addr ess

| ncom ng Mai |
Managenent ?
(Y/'N)

Aver age # of

i ncom ng nai l

pi eces per nonth
| magi ng and

| ndexi ng
Services? (Y/'N)
Aver age # of
docunent s

i ndexed per
nont h

Data Entry
Services?(Y/ N
Aver age # of
keystr okes per
nont h

Size of
wor kf or ce
Wor kf | ow
managenent
systemutilized.

9. ldentify any industry certifications in place (e.g. |SO
9001, etc.)

10. Provi de resunes of the key personnel you expect to use

for this project. Also, certify your understanding that
if replacenments to this team are made, the resunes of
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11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

the incom ng staff (key personnel only) nust be approved
i n advance by the Federal Retirenent Thrift I|nvestnent
Boar d.

What is the personnel nanagenent process? How are the
peopl e hired, trained, rewarded?

Descri be your processes for managi ng service |evels,
ef ficiency, cost, and schedul e, and configuration
control

Qutline your problemresolution/escal ati on procedures,
your procedures for handling custonmer conplaints about
service, and other general custoner conplaints about the
program

Pl ease state your policy concerning reinbursenent for
errors and om ssions which cause a loss to the client.
Furt her state whether you have insurance for such errors
and om ssions and the rel evant provisions of the

i nsurance coverage (e.g., deductible, coverage anount).

Expl ai n how your equi pnent and technol ogy capabilities
support the requirenments of the SOW

Descri be your experience with the Powerl mage application
or your experience with simlar electronic workflow
appl i cations.

Expl ai n how your incom ng mail nanagenment process will
wor K.

How wi || your staff and managenent handl e situations
where cash, checks or noney orders are included in
envel ope contents? WII there be special procedures in
pl ace?

How wi I | you ensure that envel ope contents are accounted
for and reunited after extraction?

What process will you use to ensure original docunents
(birth certificates, etc.) are returned to the owner?

How wi || you ensure availability, capacity, and

t hroughput of hardware (e.g. fax machi nes, workstations,
scanners) required to support this SON How will you
handl e technol ogy refreshnent?
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22.

23.

24.

25.

26.

27.

28.

29.

Descri be what neasurenents and reports you plan to use
to hel p manage this contract. How wll these reports
hel p to maxi m ze performance results? Wo typically

| ooks at performance reports in your organization?

Provi de exanpl es of how you woul d propose providing
operational performance reports to the FRTIB on vol une,
quality, costs, tinelines, etc.

Descri be how you plan to use these operational
performance reports to hel p manage this contract. What
other reports will you utilize internally (other than
ones listed in the attachnments) to maxi m ze performance
results? Who typically |ooks at performance reports in
your organi zation, and how are results comunicated to
your mail and data entry operators?

What are your proposed system and networ k back-up
procedures?

Pl ease describe your disaster avoi dance and recovery
procedures for comruni cations, conputer, and other
systens planned for use in supporting this activity.
How woul d you handle a long-termdisaster (i.e., 48
hours or nore) at your site? WII your key personnel or
staff have experience in business continuity/disaster
recovery planni ng?

What policies, procedures, and controls are in place to
ensure security in your systens and data managenent ?

How wi | | you provide physical and el ectronic data/system
security?

Expl ai n how you woul d ensure agai nst identity theft and
conprom se of confidential client/participant data,
including, but not limted to:

a. Enpl oyee traini ng/ awar eness prograns

b. Enpl oyee background checks (and bondi ng)

c. Managenent oversi ght

d. Docunent ed corporate procedures

Expl ai n your response and notification process in the

event of a suspected | oss/m splacenent of Agency or
parti ci pant dat a.
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30. Do you plan to isolate FRTIB support staff and data from
any other operations at your facility? |If not, please
expl ain how you wi Il ensure physical security of
sensitive data.

31. Descri be your audit trails, your reconciliation
procedures, data protection, security, etc. How do you
mai ntain data integrity and quality overall?

32. Descri be how you will develop a quality assurance
programfor this initiative. Wat wll be the
del i verabl es of that program and associ ated m | estones?
Descri be how processes will be docunented and associ at ed
docunent ation delivered to the Agency.

33.ldentify and explain situations where you have used
i nnovati ve approaches or technology to solve client
busi ness conmuni cati ons tasks.

34. How fl exible are you in accomodating i npronptu changes
to the services you are providing? For exanple, if the
Agency decides to add new products or delete existing
ones what kind of turnaround tinme is involved in
i ncorporating the changes into both the training
sessions and production environnent? Wat are the
qual ity assurance and configuration managenent steps
i nvol ved?

35. Descri be your conmunications plan. How do you propose
to comruni cate progress, problens, account nanagenent
information, etc. with the FRTIB? What processes do you
follow to identify key issues and to notify clients when
a problem occurs that could jeopardize tinelines or
ot her aspects of the SOAP

36. What di stingui shes you fromother Oferors and how w |
that translate to exceptional performance?

Pricing

37.Please provide all prices (start-up and ongoi ng)
associated with your services. List any and all costs,
and provide an explanation for the basis of the cost.
(Exanmple, if the charge is “per hour”, explain exactly
how an hour is calculated, what is included in the cost,
and where the information conmes from) Provide the
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38.

39.

40.

41.

costs for years one through five of the contract, al ong
Wth any projected start-up costs.

Include a table listing your best estinate of overal
costs by nmonth for the first year of this contract.

Pl ease indicate whether or not the prices in question 38
i nclude travel and related charges that may be incurred
during this project. |If not, please provide estimates
for those charges as well as an outline of your expense
rei mbur senent policies.

How do you review your service costs? Do you typically
have annual increases? How do you determ ne/justify the
i ncreases?

Expl ai n how the Agency will be charged (and invoi ced)
for services.

Cont ract ua

42.

Identify any subcontractors that you intend to use to
perform any functions under the services of the
agreenent. Describe their roles and responsibilities.
Expl ai n the managenent processes and wor kl oad nmanagenent
processes to be enployed. Verify your understanding
that any subcontractors used for this contract are
subject to any and all terns of the contract.
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ATTACHMENT B

AGENCY INCOMING MAIL, IMAGING, AND DATA ENTRY
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